INTRODUCTION Service Measures Overview
Measures of service quality and customer satisfaction have been discussed for many years within the transit industry. (For example, see Fielding's 1983 article (2) .) The Handbook for Measuring Customer Satisfaction and Service Quality states that "… increases in customer satisfaction translate into retained markets, increased use of the [transit] system, newly attracted customers, and a more positive image (3) ." One would expect to find few people disputing the importance or overall usefulness of consumer satisfaction considerations. Still, many within the transit industry feel that these measures have not been sufficiently understood or implemented in ways that affect operating decisions. The American Public Transportation Association's (APTA's) Transit 2000 Task Force reported that "… we are bound by a traditional preoccupation with accommodating vehicles and inattention to accommodating people …." (Few firms of any sort, in the transit industry or in any other industry, are said to be focused on satisfying customers (3).)
If lack of sufficient attention to consumer satisfaction is one concern, a second is the complexity of measuring the quality of transportation services. Many factors have been proposed in many attempts to rate the adequacy of transportation services from a consumer perspective. Some agreement exists concerning key quality and satisfaction attributes, but there are real differences among some of the assessment schemes. Transportation operators need a complete understanding of how their services are perceived in the eyes of their riders-which service components are given high-quality marks, and which components need quality improvements.
A third consumer satisfaction issue, one that specifically relates to older travelers, is that past studies of customer satisfaction with public transit services have paid very little attention to the specific needs of older travelers. Given that relatively few seniors use public transit and that seniors use public transit for a very small proportion of their total travel, it appears that the transit industry will have to devote much greater attention to what older riders desire and how to meet their demands in order for the transit industry to have a reasonable expectation of better serving the travel needs of older riders. Some older travelers are among the frailest, most confused, and least familiar with transit services.
This paper examines some of the current work on measuring service quality and customer satisfaction, and then expands these efforts into measures that older travelers report are significant to them.
Types of Assessment measures
In order to ensure the full consideration of traveler needs and preferences, four fundamental types of measures can be used in assessing transportation services:
• System characteristics, • Performance measures, • Service attributes, and • Service assessments. System characteristics include the resource inputs required for service: funds, personnel, vehicles, etc. The performance measures (2) typically apply ratios of inputs and outputs to measure factors such as resource efficiency (the amount of public transportation service produced in relation to the resources expended), service effectiveness (the consumption of transportation services in relation to the amount of service available), and cost effectiveness (the consumption of transportation services in relation to the resources expended). The service attributes include measures of quality -from both the system and the rider perspectives -such as reliability, accessibility, comfort, and affordability. The service assessments reflect the outcomes of the services, or how the services influence the lives of those who use them. Taken together, the service assessments and service attributes can be used to express customer satisfaction with the services consumed.
QUALITY OF SERVICE MEASURES FOR THE TRANSIT INDUSTRY
The Transit Capacity and Quality of Service Manual states simply that, "Quality of service reflects the passenger's perception of transit performance. It measures both the availability of transit service and its comfort and convenience. Quality of service depends to a great extent on the operating decisions made by a transit system, especially decisions on where transit service should be provided, how often and how long transit service should be provided, and what kind of service should be provided." (4) .
The Handbook for Measuring Customer Satisfaction and Service Quality notes that, "… within most service industries, consumers use basically similar criteria in evaluating service quality" (3). This source reports that the service quality criteria fall into 10 key categories labeled "service quality determinants," defined as follows:
• Reliability involves consistency of performance and dependability.
• Responsiveness concerns the willingness or readiness of employees to provide service. It also involves timeliness of service.
• Competence means possession of the required skills and knowledge to perform the service.
• Access involves approachability and ease of contact.
• Courtesy involves politeness, respect, consideration, and friendliness of contact personnel.
• Communication means keeping customers informed in language they can understand and listening to them. This may mean that the company has to adjust its language for different customers-increasing the level of sophistication with a well-educated customer and speaking simply and plainly with a novice.
• Credibility involves trustworthiness, believability, and honesty. It involves having the customer's best interests at heart. • Security is the freedom from danger, risk, or doubt.
• Understanding/Knowing the Customer involves making the effort to understand the customer's needs.
• Tangibles includes the physical environment and representations of the service. The Handbook . . . (3) also includes measures of customer loyalty, and quotes the Brandt Secure Customer Index (5), which defines a secure customer and one who reports that he or she:
• Is very satisfied with the service; • Definitely will continue to use the service in the future; and • Definitely would recommend the service to others. The report further addresses how service quality measures are related to the various components of individual transit trips, which are defined as:
• 
Total Quality Management
Applying the principles of Total Quality Management (TQM) has been suggested as a means of increasing the quality of transit services. TQM is described as "a management philosophy concerned with people and work processes that focuses on customer satisfaction and improves organizational performance" (6) . TQM has been suggested as a tool to improve the responsiveness of various products and services in the face of demographic changes, shifts in societal demands, increased competition and fiscal constraints, and the requirements of new technologies. "The principles of TQM appear to hold promise as a way to improve transit service, increase ridership, and fulfill transit's broad social mission. …TQM requires an enterprise to systematically energize, manage, coordinate, and improve all business activities in the interest of customers" (6) . The MacDorman study (6) defined seven fundamental, interdependent principles to guide the implementation of TQM principles for the transit industry. The first principle listed is that of "putting customers first," and has the following description:
"'Putting customers first' is the basis for all quality management. TQM requires organizations to adopt the belief that service and product quality should meet-if not exceed-customers' expectations. All people and processes of an organization should be directed towards this goal. "The success of public transportation depends on customer satisfaction-attracting and retaining customers to use or support its services. …Similar to many private sector services, public transportation has two types of customers: (1) consumers-the people who ride the service, and (2) stockholders-the general public who are taxpaying investors in the service." Key components of putting customers first are knowing the customer and responding to customer expectations. The other TQM principles listed are:
• Manage and improve processes;
• Manage by fact;
• Cultivate organizational learning;
• Train, empower, and recognize employees;
• Improve labor-management teamwork; and • Lead the change in organizational culture. The MacDorman report (6) noted that most of the foundations for TQM applications were generally not in place in the transit industry. Problems in applying TQM principles to transit were said to include:
• Transit governing boards and union leadership are not generally involved in quality leadership;
• Transit employees are not yet sufficiently trained in tools and techniques for problemsolving and conflict resolution; • Transit employees are infrequently rewarded for contributing to quality improvement; and • Existing quality programs are not rigorous or thorough.
Total Quality Management offers a useful process for integrating service quality considerations into transit system management, but does not necessarily identify the specific service quality measures themselves. MacDorman's final report (6) goes beyond the typical TQM exhortations by offering lists of "quality attributes" and subattributes and then relating them to various organizational functions of a transit system: administration, planning and marketing, finance, maintenance, and operations (see p. 36 of that report). MacDorman's list of quality attributes and sub-attributes is shown in Table 1 .
MacDorman's final report (6) also discusses means of identifying customer satisfaction perceptions, priorities, and problems through customer and employee surveys and focus groups. Having transit system employees develop and conduct employee surveys is recommended as a technique for developing a customer focus among the employees. For the transit system, one approach to addressing customer satisfaction perceptions, priorities, and problems is to first design responses to those satisfaction measures with the lowest customer satisfaction ratings. Such actions might, for example, take the form of upgrading vehicles and transit stops in response to concerns about facilities, installing video cameras to deter crime in subway stations in response to concerns about safety, re-engineering the process the system uses to handle customer complaints in response to concerns about processing customer complaints, or creating more userfriendly schedules in response to concerns about the usefulness or legibility of schedules.
TRANSIT ASSESSMENT MEASURES FOR OLDER RIDERS Transit Service Quality for Seniors: The Research Perspective
Despite the wide range of useful measures available in other efforts, very little previous research has directly or explicitly considered the travel preferences of older persons. One of the few reports to explicitly consider the travel preferences of older persons is the Supplemental Transportation Programs for Seniors (7) . In this report, Kerschner and Aizenberg present a useful summary of criteria for transportation service quality entitled "the five A's of senior-friendly transportation." These were defined as follows:
• Availability: Transportation exists and is available when needed (e.g., evenings, weekdays, weekends).
• Accessibility: Transportation can be reached and used (e.g., bus stairs are negotiable, seats are high enough, vehicle comes to the door, transit stops are reachable).
• Acceptability: Deals with standards including cleanliness and safety (e.g., the transporting vehicle is clean, transit stops are in safe areas, drivers are courteous and helpful).
• Affordability: Deals with costs (e.g., fees are affordable, vouchers or coupons are available to defray out-of-pocket expenses).
• Adaptability: Transportation can be modified or adjusted to meet special needs (e.g., the vehicle can accommodate a wheelchair, trip chaining is possible, escorts can be provided)." (7). This project further identifies a number of "supplemental transportation programs" (STPs) that provide high-quality mobility alternatives for seniors. These programs range from small and informal operations to extensive and complex services, with the largest operating with an annual budget of $5.6 million.
Transit Service Quality, as Seen by Older Riders
Using the research noted above, and focus groups of older travelers were convened to discuss their travel preferences and perceptions concerning public transit services. Focus groups were conducted in urban, suburban, and rural communities that had good transit services and what could be considered as "transitfriendly" environments. Locations for the focus groups were New York City, a Maryland suburb of Washington, DC, a suburban area outside of Akron, Ohio, and a rural county east of Cleveland, Ohio. In each area, two focus groups were conducted: the first with seniors who were regular transit riders and the second with seniors who seldom used transit (except for New York City, where the second group was conducted with paratransit riders instead of people who did not use transit). Each group comprised from 8 to 14 seniors, 70 years of age and older; a total of 88 seniors participated in these focus groups. (Other focus groups-such as those in communities with little or no public transit service and focus groups with people not yet classified as seniors-were considered and rejected due to concerns about the quality of information that would have been produced.) Descriptions of the focus group sites are shown in Table 2 .
Using the focus group results, assessment measures were created to evaluate the relative importance of various components or attributes of differing travel modes in the eyes of older consumers of transportation services. These assessment measures are described in detail in Table 3 , which also lists some specific kinds of customer (traveler) assessments that were offered by older travelers. Table 3 expands Kershner and Aizenberg's original five criteria for senior-friendly transportation to eight elements of client satisfaction with transportation services. (Kershner and Aizenberg's original five are the first five in the list below.) These eight primary travel attributes can be used to express the universe of travel mode attributes; each of these primary concepts contains a number of specific measures of service quality. The eight major travel attributes proposed for assessing transit service quality for older riders are:
• Acceptability,
• Assessment, and
In a complete assessment of transportation services (including both the customer and system operator perspectives), another factor should be added. This other factor is "accomplishment," which represents the performance measures commonly used by transportation planners and operators to assess transportation operations. (2) . Accomplishment includes factors such as:
• Efficiency -cost per mile, cost per hour, cost per vehicle, miles per hour, and miles per vehicle;
• Effectiveness -trips per vehicle, trips per vehicle mile, and annual trips per population served; and • Cost effectiveness -cost per trip and the ratio of farebox revenues to operating costs. As much as possible, each of the eight concepts is defined in terms of operational measures that specifically apply to the transit industry. For example, one component of acceptable services is that of reliability: being able to count on announced departure and arrival times. Accessibility can be measured in both physical and informational terms, as well as in terms of distance to accessing a vehicle. Specific affordability measures should include dollar costs, time costs, level of effort, and more personal factors such as obligations to others. Assessment means overall satisfaction and the willingness to recommend these services to others, and achievements are measured in terms of the overall impacts on the lives of individual riders.
PREFERRED TRAVEL ATTRIBUTES: BOTH USER AND OPERATOR PERSPECTIVES
As described in detail in the Improving Transit Options for Older Persons Report (1) , older persons and transportation providers see the key features of ideal transportation services in nearly the same terms:
• Reliable departure and arrival times;
• Door-to-door service;
• Flexible service available on demand (no 24-hour waits for trips);
• Services available during more hours of the day and week; and • Connections between a wider range of origins and destinations. Other key improvements recognized by transportation providers include:
• One central number to call for "one-stop transportation shopping"; and • Reduced walking distances to fixed route bus services. Older persons also see comfortable vehicles and waiting areas as key. Both older persons and transportation providers agreed that all of these transportation system attributes were important service features.
Materials from other sources showed a high level of congruence with the findings of this study. Other research (for example, Kerschner and Aizenberg (7)) has indicated that the mobility preferences of older persons focused on reliability (on-time services, with a guaranteed ride home) and door-to-door service (also meaning little or no exposure to inclement weather). Service quality was a key issue, particularly with respect to personal safety and "consideration" shown to older passengers by transit drivers. Cost has often been mentioned, but not as the highest priority item (at least for most potential older passengers). A significant obstacle to transit use for many older persons is to learn how to use the system. Most current methods of information dissemination on routes, schedules, and fares are not meeting the needs of the older traveler market.
To better serve older travelers, one of the key changes needs to be the perception of public transportation as a customer-oriented and friendly industry, which is presently lacking in the minds of many seniors. The concept of fitting the service to the needs of the customer-instead of fitting the customer's needs to the service-is one that senior focus group participants urged for the transportation industry.
NEAR-TERM RECOMMENDATIONS FOR IMPROVING PUBLIC TRANSIT SERVICES
Participants in the focus groups of older persons were asked what they would recommend to their local public transit authority if they were asked for their advice on how to make public transportation better for seniors.
Consensus Near-Term Transit Improvements
Based on the results of all the focus groups of older persons, an overall consensus list of near-term transit improvements was developed and includes the following items:
• Improve schedule reliability (or find means of providing accurate information on departures and arrivals, such as technologies that provide real-time information on actual arrival times); • Provide "guaranteed ride home" services;
• Find ways of welcoming persons who are unaccustomed to using the service;
• Find ways to help seniors board vehicles when needed;
• Improve information and provide much more of it, both for trip planning and while traveling;
• Add customer service features, such as calling out stops, reserving more seats for older persons, providing more friendly and more detailed travel information, providing more telephone lines for information, and making systems more responsive to complaints;
-work with human service organizations and volunteer agencies to better service the more specialized travel needs,
-partner with representatives of the aging community to build additional community support for more local transit funding, • Provide special vehicles for special events;
• Develop programs to encourage seniors to try using public transportation;
• Minimize physical barriers, such as steep or long stairs, standing and waiting outside in all kinds of weather for long periods; and • Put an emphasis on polite, courteous drivers. A number of public transportation providers currently provide such service features; were these features more widely practiced, public transportation could be significantly more attractive to older travelers.
Recommendations from Particular Focus Groups of Older Persons
As would be expected, there were distinctions among the results from the various focus groups of older persons in various communities (1) . These distinctions show the need for customized approaches for specific locales, but the results already shown may be useful in suggesting different strategies for differing kinds of communities and kinds of available transportation options.
In Maryland, a higher income suburban metropolitan area, elder focus group members suggested better information, such as more advertising on radio, television, and the Internet; more programs in senior centers showing how the system works; good maps and timetables in grocery stores and other locations where they could be more easily seen and accessed; and internet directions. Subsidies for needy seniors were also suggested.
In New York City, where focus group participants moderate and low-income center city residents, elders suggested changes that included more seats reserved for elderly riders; elimination of the articulated buses; announcement of all stops by bus drivers; making the buses kneel for everyone; and improving schedule reliability.
In Akron, focus group participants were generally moderate and lower-income small metropolitan area suburban residents. Suggestions of these focus group members included more service available on an emergency basis (same day scheduling); improved services; and extending the service 2 hours later into the evening (that is, ending at 8 p.m. instead of 6 p.m.).
In Geauga County, where focus group participants were generally moderate and lower-income rural residents, suggested improvement included same day scheduling; more certain pickup and dropoff times; access to destinations in neighboring counties; and evening and weekend services.
LONG-TERM IMPROVEMENTS TO PUBLIC TRANSIT Strengths and Weaknesses of Current Transit Services
Public transit performs many critical functions in our society. It moves large numbers of travelers efficiently, is often more environmentally friendly than other modes, and makes possible a density of land use development that is highly valued by many people. However, the ways in which our public mass transit systems are presently configured do not meet many of the travel needs of our older citizens.
In the focus groups of older persons, the most positive attributes of fixed-route public transit services were seen as low cost, the ability (independence) to come and go on one's own schedule (when one's personal schedule matched with the schedules for transit service), and the amenities associated with traveling as a passenger (reading, watching the world go by, etc.). Paratransit services received positive ratings on assistance from drivers, door-to-door service, and assistance with special needs. All of these attributes were expressed as somewhat positive rather than as strongly positive attributes.
The negative attributes of public transit services were generally expressed in strongly negative terms. Strong negatives for transit were the lack of reliable service, difficulties in getting travel information, and problems in dealing with transit staff (other than drivers). Paratransit services received strongly negative ratings on reliability, interactions with dispatchers and other non-driving staff, and slow trip speeds. Transit and paratransit services also had somewhat negative ratings for hours of service availability, and paratransit services had negative ratings on eligibility requirements.
The contrast in preferred travel attributes between automobile travel and transit travel-shown in Table 4 -could hardly be more striking. At least for those seniors participating in the focus groups, the strengths of automobile travel are often directly juxtaposed against the weaknesses of public transit-at least, as those transit services that are most frequently offered at the present time. On all the travel attributes that seniors reported as most highly valued-reliability, proximity, flexibility, and comfort-automobiles were rated very highly and transit modes were rated poorly.
Many travel attributes of automobiles received strongly positive ratings, including connections with many origins and destinations, protection from adverse weather conditions, door-to-door connections, flexibility, responsiveness, availability at all hours, and personal independence. Automobiles also receive positive ratings on a number of other factors; the only negative ratings were in terms of cost and personal safety (primarily concerns about other drivers). Other modal assessments (1) showed that taxis had the next most strongly positive ratings, but have strongly negative ratings on trip cost. The automobile passenger mode shared many of the strongly positive ratings with driving and taxis, but traveling according to the schedules of others and being obligated to those persons were strongly negative features of the passenger mode.
Public mass transit-usually meaning big buses operating on fixed routes and fixed schedules -has trouble matching these and other attributes of private automotive transportation. Compared with the private automobile, public mass transit has these problematic characteristics:
• Connects fewer origins and destinations. The availability of public transit varies from community to community, indeed even from one neighborhood to another. Traditionally, inner cities have had the most accessible public transit services, with the suburbs and the rural areas following far behind. As more older persons are living in the suburbs and many are relocating even farther away to more rural or sparsely populated areas, the issue of the availability and efficiency of public transit takes on new meaning. Many locations outside of central cities are not served at all by public transit, or are served so poorly that travel to and from these sites requires many times the travel time required by automobile.
• Provides service at more limited times of day and days of the week. Most public transit services do not operate late at night, on weekends, or on holidays. People, such as the elderly, who wish to travel at these times are seldom able to make public transit connections. As more jobs shift away from the standard 9 a.m. to 5 p.m., Monday through Friday pattern, fewer and fewer work trips will be able to be accommodated by public transit; this means that extended service hours can benefit younger workers and older persons as well.
• Trips may appear to be more costly on an out-of-pocket basis. Many automobile users do not realize the full extent of the costs they pay to operate an automobile because many of the major relevant costs-such as insurance, maintenance, and depreciation-are not directly associated with the cost of one specific trip, but are spread out over many trips. Even some specific per-trip costs, such as parking, may be subsidized by businesses and others, so that the driver may believe the trip is "free." In fact, for most people in most communities, owning and operating a car is actually a good deal more expensive than using public transportation. The vast majority of transit systems in the U.S. collect their fares as a person boards the vehicle. This makes the cost of each transit trip highly visible. In contrast, parking costs and highway tolls are the only automobile expenses that are visibly associated with a particular trip-most gasoline costs are spread over multiple days and multiple trips.
• Requires certain levels of physical and cognitive abilities for its use. For the elderly, some of the attendant requirements of mass transit are difficult or impossible: walking to the bus stop (49% of those responding to Straight's survey (8) said that they could not walk to a bus stop if they had to), waiting in various kinds of weather (often without shelter), climbing the stairs of the bus, maintaining balance while the vehicle is in motion, and determining when and where to exit. Many people whose declining physical and cognitive abilities preclude the operation of a car are also unable to use public transportation.
Public transit may be at its greatest disadvantage when considering non-monetary travel-related costs and benefits. Most transit services, particularly those that operate on fixed routes and schedules, do not appear to be responsive to individual needs. Indeed, since the routes and schedules of these systems are, by definition, established on a mass or system-wide basis-rather than on an individual basis-the lack of individual control or influence on factors such as departure or arrival times is a reality. Service quality is an area in which public transit could conceivably exceed automobile travel, but on-time performance, cleanliness of vehicles, friendliness of drivers and other staff, and comfort are areas in which many transit operations need improvement. Flexibility is an arena in which automobile travel triumphs, both in terms of scheduling and routing. Many of these factors come together under the more global heading of control of one's environment and activities, with very little control in the hands of the consumer of mass transit services. Now that we live in a world where custom orders for food, clothing, and even computers are becoming the norm, a product that is not particularly responsive to individual consumer preferences will be at a distinct disadvantage against products that focus more directly on the individual consumer.
Long-Term Improvement Objectives
Steps to long-term public transportation improvements that would provide better services for older persons appear deceptively simple; of course, they are really anything but simple. Basically, the necessary steps needed are to:
• Fix the problems, and • Upgrade services. Detailed strategies for implementing such changes are discussed in the Improving Public Transit Options for Older Persons report. (1) .
To keep those persons involved in the public transportation improvement process firmly grounded in reality, it's important to recognize that (a) the main competitive mode is the automobile and that (b) the automobile will most likely continue to be used by the majority of older persons for the majority of their trips. Therefore, it will be necessary for public transportation providers to adopt "reasonable expectations" for the relative attractiveness of their services, particularly in contrast to the attributes of automobile travel. Still, improvements are possible that should offer services which will attract a much larger share of both older travelers and their trips than transit currently serves today.
Three fundamental objectives are likely to be the "guiding lights" of public transportation services of the future:
• More choices in travel modes and their corresponding attributes, especially price;
• A greater focus on higher quality services; and • A greater degree of service articulation, in which travel services are more closely tailored to the specific travel needs of the individual traveler and a specific trip. Long-term approaches to meeting a large proportion of the travel needs of tomorrow's older persons will most probably need to focus on reliable door-to-door services. These approaches may involve more use of one particular mode for certain types of trips or destinations and other modes for other travel needs. These modes may be combined in certain trips, resulting in more transfers but more cost-effective use of each individual mode. (Of course, transfers would have to be made more comfortable and expeditious than they are today.) As trip patterns become more varied-less work-oriented, less Central Business District (CBD)-oriented, more spatially and temporally disperse-they become more difficult to serve with fixed-route transit services. Also, a greater need for specific information on the choices available for the specific trip will arise. This will necessitate a much greater role for the information function in local transportation service, probably requiring both increased staff and technology to process the demands.
In the long run, multiple types of services, offered at varying prices, could go a long way to replacing the "one size fits all" approach to public transportation that now exists. More travel options would allow riders, on their own, to choose travel services that best fit the specific demands of individual days and trips. Shared-ride demand responsive services, dispatched and controlled through advanced technologies, could provide higher levels of service than now available at higher levels of productivity and costeffectiveness. Transit industry professionals often view demand-responsive services as excessively expensive. Ways of addressing this concern are to increase the revenues from such services, employ costcutting measures (including contracts for services from lower cost providers), increase the productivity of such operations so that per-trip costs are reduced to a reasonable level, or to allow other transportation providers to dominate the market for trips for older persons. Dedicated funding sources such as lottery funds, piggyback taxes, or millages can provide needed revenues for such services (1) . Detailed assessments of the costs and revenue streams associated with new services would be a logical next step in this line of research.
Frequent, comfortable, affordable, spontaneous service to a wide variety of origins and destinations over a wide range of service hours is what seniors desire. Providing trips with these attributes may prove challenging for some transit agencies, but services of these types will be rewarded with patronage.
All this implies a strong need for the overall management of the larger variety of travel modes and services. One would expect to see some public transportation operators readily embracing this expanded "mobility manager" role, while other public transit providers may be content to offer work-oriented fixedroute, fixed-schedule services. In that case, community-wide transportation management would then shift to another agency with the broader perspective.
CONCLUSION
Transportation services that are designed to specifically respond to the travel preferences of older travelers are more likely to be rewarded with patronage than currently configured public mass transit services. Measures of transit service quality indicate which travel attributes that are most highly valued by seniors are then used to assess current travel modes and suggest near-term and long-term improvement strategies for public transit operators.
The transportation service attributes that seniors most highly value may be difficult for some transit systems to provide: reliable, frequent, door-to-door spontaneous service that serves a large variety of destinations over extended periods of time and is comfortable and low cost. If this "best of all possible worlds" scenario is understandably difficult to achieve, the focus group participants-both elders and transportation professionals-reported that there are still many steps that transit providers can take to make their services more attractive to current and potential older riders. Near-term improvements should include actions such as improving schedule reliability (or find means of providing accurate information on departures and arrivals), providing "guaranteed ride home" services, finding ways of welcoming persons who are unaccustomed to using the service, helping seniors board vehicles when needed, improving travel information and providing much more of it, adding customer service features, and several more improvements. Long-term improvements, which may be more difficult to implement, should include offering more choices in travel modes and their corresponding attributes, focusing on higher quality services, and creating a greater degree of service articulation. Public transit systems that implement these kinds of improvements are most likely to succeed in attracting older persons and other riders, as well. Tables   TABLE 1 Transit Quality Attributes  TABLE 2 Focus Group Sites  TABLE 3 Assessment Measures for Transportation Options  TABLE 4 Automobile 
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